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In resent years, as the number of graduate student expands increasingly, the quality 
of graduate education becomes the focus of all works, at the sometime，the problems 
of university serving quality comes to being. Now, the university-serving quality main 
evaluation department is not graduate students themselves but the governments and 
the relative ones only. Academia makes the survey of serving quality just a little, and 
the relevant evaluation standard is not established. But the postgraduate is the objects 
of the serving, so they have the right to evaluate, and their evaluations should be paid 
much more attentions. Their personal experience to make evaluations on the quality of 
service is more convincing and practical significance. 
Based on the literature analysis and with the consumer satisfaction theory, this 
study’s questionnaire is by self-made. This study explored the satisfaction of graduate 
students on the service quality of university.350 graduate studengts be surveyed from 
X university, and some graduate students be done in depth interview.   
The result indicated: 
(1)The questionnaire of graduate students’ satisfaction on the service quality of 
university has a high reliability and validity. This questionnaire is achieved the 
psychological measurement standards, so we can use it to study the graduate students’ 
satisfaction of university services. From the study we find that the graduate students 
focus on five factors of university service, that is: rules and administration; logistics; 
tutor; hardware facility; activities. 
(2) Total and different dimensions are all in a high level, the study shows that the 
loyalty is also in a high level. In loyalty, changes between grades like a curve of “U”. 
The first-year graduate students’ and the third-year graduate students’ loyalty are 
higher than the second-year graduate students’. 
(3)There are no significant difference of gender, grade, undergraduate school type, 
birthplace, family earning per month, matriculation type and achieve scholarship 















on the total satisfaction of service quality. The more you like your specialty, the higher 
satisfaction you will get in service quality. 
(4)There are no significant differences between male and female students. Grade 
has effect on dimension of activities. The score of the second-year graduate students is 
lower than the other graduates. Interest of specialty has effect on dimension of tutor, 
hardware facility and activities. 
(5)Regression analysis results shows, that the service quality, value, brand image 
have a significant and positive correlation with satisfaction. The model is: 
Y=1.116+0.22X1+0.36X2+0.198X3。Y is satisfaction, X1 is service quality, X2 is value, 
X3 is brand image. Among the service quality, value and brand image, value has 
greatest effect to the satisfaction. 
Based on the survey results, this study proposes a five-point proposal: (1)to 
maintain and promote the implementation of existing services continually.(2)to 
establish the satisfaction index of service quality and absorb the satisfaction index into 
the assessment system of university.(3) to focus on the satisfaction of different grades, 
to carry out projects consistent with the interests of students purposely.(4)to 
strengthen teacher-student communication, to define the rights and responsibilities for 
each other.(5) to establish a brand image and enhance the quality of service to raise 
the overall satisfaction. 
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Abstract 第一章  绪论 
 1
Abstract 第一章  绪论 
第一节  选题的缘由 
一、硕士生规模扩大，培养质量令人堪忧 







1999 年招生数是 98675 人，而 2008 年招生数达 449042 人，是 1999 年的 4.5
倍之多
1
。其招生速率在 1999-2002 增长最快，平均以每年 28%的速度增长，此
后的增长速率略有下降，趋于平缓。 
 
图 1-1-1  全国内地高等教育硕士研究生招生人数、在校生数变化趋势图 
数据来源：根据中华人民共和国年度数据绘制，
http://www.moe.edu.cn/publicfiles/business/htmlfiles/moe/s4958/list.html 
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